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ANAB JAIN
We need more than 
human-centered design  




Karl Ludwig von Bertalanffy
understanding of living 
organisms
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Norbert Wiener’s model of 
an organization as an 
adaptive system
Benjamin Brutton  









we need to observe 
systems in dynamics to 
better understand their 
behaviour and how they 
can evolve over time
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EVOLVING PERSONAS
From static to 
dynamic personas  
 
Set potential end-states 
and work on the evolution 











SYSTEM THINKING PER IL SERVICE DESIGN
THE OUTCOMES
THE OUTCOMES









we need to understand 
the interconnectedness 
of a given system, its 





to system loops 
 
Map the interconnections 
between all the roles 





























we need to focus on the long-
term consequences of what 
we do, and of the externalities 




From project to 
process outcomes  
 
Consider all the 
opportunities you have 
to generate value  












“Now I can go 
back to my people 
and teach them 
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PERSONAS
SYSTEM MAPS
ROADMAPS
YOUR CALL!
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